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	Operations Contingency Plan Work Instruction
Owner/ Department: IBU-BAH, Operations 



	Overview
	A contingency plan is a course of action designed to help an organization respond effectively to a significant future to avoid any failures or service impact.

	Person Affected
	Gateway, Station, Fulfillment, Special Delivery Channel SDC Supervisors & Managers 

	Instruction
	Gateway Operations:

Absent Clearance Agent: 
· Assign the tasks to OPS Supervisor who is a broker licensed in case absent is in the morning shift.
· Activate two shifts duty for the available Clearance Agent (4 Hours Each) to cover the gap and ensure business continuity.
· Release OPS Supervisor from duty to cover the night shift in case absenteeism is during PM shift.

Absent Clearance Coordinator: 
· Assigned the tasks to Clearance CS Support who has trained as a backup for this role.
· Alternatively, OPS Floater can handle BAS export and import tasks, and seek support from STL department in covering the issuance of load arrival files temporarily.
· The transfer of BAS loads can take place during day time hours instead of the night shift.

Absent Clearance CS Support: 
· Assigned the tasks to OPS Admin who has prior experience in this role.
· Alternatively, OPS Supervisor can manage the tasks for this position as he is familiar with them.
Vehicle Breakdown: 
· Promptly contact the vendor to expedite the dispatch of a replacement vehicle, preventing any disruption to work.
· Utilize gateway transit vehicle to ensure express shipments connected to secure shipments transit-time.
Causeway Appointment Issue: 
· Utilize gateway transit vehicle to ensure express shipments connected to secure shipments transit-time.

 Station Operations:

Absent Operations Agent:
· Position to be replaced by OPS Floater where he will be handling shipments sorting, couriers dispatch and dispatch queue.
· Alternatively, Clearance CS Support who has prior experience in this role can handle the shipments sorting, courier dispatch and dispatch queue.

Absent Courier:
· Position to be replaced by back-up courier or OPS Floater.
· Alternatively, seek support from SDC department in case they have low shipments volume.
· Merge some routes to cover all areas.
· The last option is to assign the tasks to one of the Station Agents who has prior experience in this role.

Overload Shipments /Delayed Route Delivery:
· Utilize SDC Couriers.
· Use Couriers Routes Plan B & C which will maximize the size of the routes to cover complete areas.
· Activate Compensation-Offs to the couriers.
· Utilize additional resources. Alternatively, we can also consider using third-party couriers to complete the tasks for that particular day.

Absent of Export Coordinator/UTL Agent:
· Replace the employee with OPS Floater/OPS Project Coordinator to handle the tasks and ensure business continuity.
· Conduct cross-training for other operations staff to ensure coverage of essential tasks during the absence.


Absent of Data Encoder:
· Replace the employee with OPS Project Coordinator to handle the tasks and ensure business continuity.
· HR matters will be handled by the Operations Supervisor to maintain the confidentiality of the information.
Vehicle Breakdown:
· Promptly contact the vendor to expedite the dispatch of a replacement vehicle, preventing any disruption to work.
· Coordinate with the nearest courier in the same area to go to the location of the breakdown, take the remaining shipments, and ensure their timely delivery.
Delayed Pick-Ups:
· Allocate the pickup of shipments to the nearest courier with fewer pickup bookings for efficient handling of the tasks.
· Assign Operation Floater/Back-Up courier/SDC Courier to customer’s location and execute the pick-ups preventing any work disruption.





Fulfillment Operations:

Absent Fulfillment Staff:
· Assign one of the couriers who previously worked on the Redington project to cover for the absent fulfillment staff.
· Release one of the station agents from duty to temporarily fill in for the absent fulfillment staff.
· Conduct cross-training for other operations staff to ensure coverage of essential tasks during the absence.
· Prioritize and redistribute workload among available staff to maintain operational efficiency.
Overload with Orders Fulfilling: 
· Maintain a pool of temporary staff from operations that can be swiftly mobilized during periods of high demand.
· Activate Compensation-Offs for fulfillment staff when necessary to extend their duty hours for order fulfillment.
· Proactively communicate with customers regarding potential delays and set realistic expectations during peak demand periods.
· If necessary, assign deliveries to priority couriers who can assist the designated fulfillment courier in handling multiple orders scheduled for delivery simultaneously.
· Delegate some deliveries to third-party drivers who can provide additional support during peak periods.

 Export Operations:

Absent Gateway Driver:
· Position to be replaced by OPS Floater/Project Coordinator.
· Alternatively, task can be assigned to Heavy Driver Courier who has BAS pass access and is familiar with export process.
· Conduct cross-training for other couriers to ensure coverage of essential tasks during the absence.
· Ensure back-up couriers are familiar with export processes and documentation requirements.

 BAS Transfer Operations (Import):
Absent Gateway Driver:
· Position to be replaced by OPS Floater.
· Conduct cross-training for other couriers to ensure coverage of essential tasks during the absence.
· Ensure backup couriers are familiar with import processes and documentation requirements.

 BAS Transfer Operations (Export):
 Absent Courier:
· Position to be replaced by OPS Floater.
· Alternatively, the task can be assigned to Station Agent or couriers who has BAS access.
· Implement cross-training for operations staff who has BAS access to ensure they capable of handling BAS transfer tasks.

 SDC Operations:

 Absent SDC Coordinator/Dispatcher: 
· Position to be replaced by Project Coordinator.
· Conduct cross-training for other operations staff to ensure coverage of essential tasks during the absence.

Absent Courier: 
· Merge some routes to cover all areas.
· Alternatively, seek support from STN department in case they have low shipments volume.
Overload Shipments: 
· Utilize STN Couriers.
· Use Couriers Routes Plan B & C which will maximize the size of the routes to cover complete areas.
· Activate Compensation-Offs to the couriers.
· Utilize additional resources. Alternatively, we can also consider using third-party couriers to complete the tasks for that particular day
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